Winning the Market-Share Game, by Lance P Jarvis and Edward J. 
Mayo. Because the hotel industry is a mature business, hotel companies 
must work to hold or increase their market shares. But how can hotel 
operators tell whether they will be successful in prospecting for new 
customers? In this article, the authors present a method for assessing hotel 
guests’ chain loyalty and suggest ways to use the information gained froin 
this assessment to build market share. Pages 72-79. 

Scouting the Competition for Survival and Success, by K. Michael 
Haywood. Many hotel and restaurant companies are only vaguely aware of 
what their competitors are doing. This article explains why your firm should 
make competitive analysis a regular practice, how you can start a program 
of monitoring competitors’ activities, and the types of information that 
should go into a competitive audit. Pages 80-87. 

Unlocking Your Creative Power, by Florence Berger and Dennis H. 
Ferguson. Excellence in hospitality management often depends on creative 
problem-solving. Creativity does not occur by accident; you can take the 
specific steps outlined in this article to stimulate your own creative abilities 
and those of your staff. Pages 88-95. 
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(Profile) The Willard Inter-Continental: Washington’s Phoenix. by 
Glenn Withiam. Pages 26-31. 


The 1986 Tax Reform Act: Its Effect on Condominium Hotels, by Peter 
M. Gunnar and C. Starr Atwood. The newly enacted tax law aims to prevent 
taxpayers from using real-estate investments as tax shelters. The law will 
particularly affect limited partners in real-estate ventures, but investors who 
are willing to be active in the management of their condominium-hotel units 
may escape the tax-reform provisions unscathed. Pages 32-40. 

Another View of the TRA: The Silver Lining, by Ronald E. Kahanek and 
Stephen M. Park. Page 41. 

Who Will Pay? The New Tax Law’s Effects on the Restaurant Industry, 
by Thomas J. Kelly and Avner Arbel. Restaurant corporations paid relatively 
high taxes under the old law, while small, independent operators faced 
relatively low tax bills. Under the new law, corporations will probably pay 
lower taxes, but many independents may face a tax increase. Pages 42-46. 
How Restaurateurs Make Decisions, by Florence Berger, Dennis H. 
Ferguson, and Robert Woods. From personal interviews and firsthand 
observation, the authors have determined that restaurant entrepreneurs 
often solved problems that no one else knew existed. Moreover, these 
managers generally recognized and solved problems using information 
gathered through informal communication with employees and supervisors. 
Formal reports and analyses played a small role in decision-making. Pages 
48-57. 

Understanding and Managing Your Liability for Guest Safety, by 
Denney G. Rutherford and Jon P McConnell. Hotel operators should 
develop a management policy for protecting guests from predictable 
dangers both within the hotel and in its immediate vicinity. The authors 
explain the legal background of the innkeeper’'s duty toward guests and tell 
how to develop a liability policy. Pages 58-63. 

Listening: The Toughest Management Skill, by Judi Brownell. Because 
much of a manager's day is spent in listening, it is an essential management 
skill. Despite its importance, however, listening is seldom taught. The author 
presents a methodical framework for improving a person’s listening ability. 
Pages 64-71. 


The Evolution of the Hotel Engineer’s Job, by Denney G. Rutherford. 
The function of the hotel chief engineer has changed greatly in recent 
years— spurred by increasing energy costs and the intricacies of 
contemporary hotel management. This article presents an original survey of 
how chief engineers view their jobs. Pages 72-78. 
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